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Let’s get started…



Customer Service 



CSR + AI = Trouble
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Unintended Consequences



Generative AI and Users



How people use generative AI

● As a Generator : to get answers
● As a Surrogate : to get advice
● As an Instrument : to support/challenge thinking
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Using AI as an Instrument 
is rare
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● Surrogate : ~20–30%  
● Instrument : ~5–10%  



How people use generative AI

● Generator : ~60–70% 
● Surrogate : ~20–30%  
● Instrument : ~5–10%  

● Judgment shifts 
From humans to machines

● Skill formation weakens
Disrupting learning culture





What are we optimizing for?

● Speed and efficiency
vs

● Capability and understanding

● V. Bush : 
  - Links and trails

● JCR Licklider : 
  - Human/computer symbiosis

● Engelbart : 
  - Get better at getting better



What are we optimizing for?

● Speed and efficiency (automation)
vs

● Capability and understanding (augmentation)

● V. Bush : 
  - Links and trails

● JCR Licklider : 
  - Human/computer symbiosis

● Engelbart : 
  - Get better at getting better



Let’s focus on augmentation



What are we optimizing for?

● Speed and efficiency
vs

● Capability and understanding

Augmentation Legacy:
● V. Bush : 

  - Links and trails
● JCR Licklider : 

  - Human/computer symbiosis
● Engelbart : 

  - Get better at getting better















What’s a common thread 
connecting these three 

innovative thinkers?



Creative Thinking
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Creative Process

Event Storming



Creative Process

Event Storming Code Katas



Creative Process

Event Storming Code Katas XP



AI Tools and Creativity
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AI Tools and Creativity



“Regression to the mean” 

Affleck argues since 
LLMs optimize for 

statistical probability, their 
outputs are inherently 

average and lack genuine 
creative risks.



AI Tools and Creativity



AI Tools and Creativity



We’re using AI generators, not AI creators







We need AI coaches



What is an AI Coach?

● AI Coaches are augmentation tools
● They help people think more clearly
● Make better decisions
● Create durable design artifacts. 



What is an AI Coach?

● AI Coaches are augmentation tools
● They help people think more clearly
● Make better decisions
● Create durable design artifacts. 

AI Coaches support expertise rather than replace it. 



Creating an AI Coach means 
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turning expert knowledge into 

a guided, repeatable conversation 
  



Creating an AI Coach means 
turning expert knowledge into 

a guided, repeatable conversation 
that produces useful outcomes. 





What AI Coaches do

● Focus on discovery, reflection, and decision-making
● Use domain-specific prompts and workflows
● Preserve human judgment and context
● Generate documented outputs, not just chat transcripts
● Support iterative refinement over multiple sessions



Hello, Coach! Demo













What we saw

● Guided conversations for complex problems
● Structured workflows that capture decisions
● Support for human thinking and judgment



The stopping problem

● Coaches don’t just help generate answers
● They define when to stop

AI doesn’t know when to stop



The stopping problem

● Coaches don’t just help generate answers
● They define when to stop

AI doesn’t know when to stop

● This helps avoid “AI Brain Fry” 



And So …



Principles of AI Coaching

● Structure the work (focus on the problem space)
● Expand options before narrowing
● Separate thinking from generating
● Gain commitment before output
● Make stopping explicit



Use AI to amplify and augment human skills







One more thing ….



“The best way 
to predict the 

future is to 
invent it.”

 
– Alan Kay
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